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TOM TAT:

Nghién ctu nhiim x4c dinh cac y€u 18 dnh hudng d€n sy hai 1ong cia ngudi dan khi thie hién
dich vu hanh chinh céng (DV HCC) tai quan Go Vap, théng qua d6 dénh gid sy hai ldng cia
ngudi din ddi v6i DV HCC rai quan G Vip, TP. Hb Chi Minh. Tir d8, dua ra cic giai phdp
nhim ndng cao su hai 1dng cia ngudi dan khi sit dung DV HCC.

T khéa: Sy hai long, dich vy hanh chinh céng, quan Gd Vip, TP, Ho Chi Minh.

1. Dt van dé

Cai c4ch thi tue hanh chinh (TTHC) [A khiu
d6t pha cha cdi cdch hanh chinh, dudge Chinh phi
thudng xuyén quan tdm va chd y dén. D6 ta vi
TTHC hing ngdy lién quan d&n cong viéc ndi bo
cla mdt cd quan. cdp chinh quyén, ciing nhu dén
cic (8 chdc v ci nhan, cdng dan trong mdi quan
hé v6i Nha nude. Tuy viy, hién nay, cdic TTHC
con ton tai nhimg bat cdp nhy: Rudm ra, chdng
chéo, cing nhic... Bén canh d6, viéc ban hianh
TTHC c6 ldc, ¢6 ndi con Wy tién, k€ cd ban hanh
“gidy phép con”; cich thitc gidi quyét th tuc vin
con hién tugng clfa quyén, hach sich, cham wé
theo 181 "dan cin, quan khéng véi™. phii trdi qua
nhiéu khdu trung gian 1dng vong: thim quyén,
trach nhiém gidi quyét thd tuc nhiéu khi khéng rd.

Chmh viviy, viéc ddy manh c¢ii cich TTHC 12
viéc cdn thiét vi cap bach; khdng chi nhin tif khia
canh kinh 1€, ma con & khia canh xa hdi. d€ 1ir d6
gidp 1&t kiém thdi gian cho ngudi din, nang cao
ning luc chuyén mén ciia cén b - cong chife. gép
phin bai trif 1& quan héu, cia quyén, hdi 16, lam

trong sach bd mdy Nha nude. Do d6, bai viét
nghién ciru “Dénh gid sy hdi long ciia ngudi din
d6i vdi chat Jugng DV HCC tai UBND quan Gd
Vip, TP. H6 Chi Minh” d€ dua ra cic gidi phip
nhiim nang cao si hai 1ong cha ngudi dan khi si
dung DV HCV.

2. D&i tugng va phuong phép nghién cdu

D6 tugng nghién ciu: Cic y&u 18 dnh hudng
dén suehii long cia ngudi din a8i v6i DV HCC tai
quin Go Vap.

Plucong phdp nghién citu: Bai viel sit dung
phuong phép nghién ciu dinh tinh d€ khdm phi,
diéu chinh va bd sung cic bi€n quan sit dung dé do
luding cdc y&u t8 trong md hinh. Dong thdi sit dung
phudng plmp nghién cifu dinh lugng dé dinh gu
do tin cfiy cda thang do. siu dé ki€m dinh cic gid
thuy&t nghién ciu biing phuong phép héi quy.

3. Ké’l qua nghién cdu

3.1. Phdn tich hé s6 Cronbach’s Alpha

Dua trén mé hinh nhin thic ciia khach hiing vé
chdt lugng v su théa man. cic md hinh nghién
et trude k&t hgp nghién ciru viin bin quy pham
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BAng 1. K&t qud danh gid dé tin cay thang do cdc nhan 18 anh hudng dén sy hai long

\ Bith quan sét Trung binh thang do LPhuorlg sai thang aol Tuang quan véi \ Hg 55 Cronbach's ]
néu loai bign néu loal bign bién tSng Alpha néu loal bign
Thang do Sy tin c2y Cronbach’s Alpha = 888
T \ 15.49 1343 | 765 855
1538 | 12119 | 674 } 875
1528 | 12495 | 724 865
BT Z N TP T A 785 q 850 j
15.60 \ 11.600 72 o
chét Cronbach’s Apha = .881 \
8.28 7.193 714 I 858 1
823 6.785 773 835 |
833 6.655 724 854 |
8.25 6415 762 839
f Thang do Nang luc nhan vién Cronbach’s Alpha = .922
NLA B 14,46 11.499 G 908
[ NL2 14.54 11.641 792 [ 905
NL3 1451 11.651 809 | 902
NL4 [ e 11323 831 897
NL5 | 14.48 \ 11.592 74 909
Thang do Thél d6 phuc vy Cronbach’s Alpha =.899
TO1 16.55 ] 25.340 718 | 883
02 16.72 | 23.285 770 | 874
D3 16.66 | 23.085 760 | 875 |
TO4 [ 1665 | 23.479 720 [ 882
D5 | 16.80 | 24.585 652 | 892
06 [ 16.73 [ 23.431 744 | 878 |
Thang do Sy dong cam Cronbach'’s Alpha =.836
BCt | 598 [ 3158 743 731
o BC2 | 602 | 32 673 795
- BCc3 7[ ©os93 | 2903 | ess | 791 |
Thang do Quy trinh Cronbach’s Alpha =.849
T an 10.74 [ 5567 614 841
T T an ! 1104 5.298 784 770
[ am 1.29 5.567 709 801
QT4 11.02 5.266 661 822
| Thang do Sy hai léng Cronbach’s Alpha =.810 = e |
[ TsAnr 7o7 | 59 | e . 7e |
% sz | 702 | 3a; 739 e
R R T R R A R N
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phdp ludt, mé hinh nghién citu sy hai long cda
ngusi dan d8i vdi chat lugng DV HCC tai UBND
qudn Go Vap dugce hinh thanh.

Hinh 1: M hinh nghién ciu cac yéu 16 anh
hudng dén su hdai Idng cua ngudi dén déi
vdi DV HCC fai quén Go Vép

[ Su tin cay §
HI

Cd s8 vat chéit —| S \
N&ng lyc cGa nhan vién }71437» Sy
hai
}—HJ —> long
4

l Thai dé phuc vu

Sy déng cdm ciia nhan vlén} Ha

JH6
[ Quy Winh th fuc hanh chinh |-

Tir k&€t qud Bing | cho thiy: Cdc bi€n quan
sit déu c6 Cronbach’s Alpha > 0.6 va hé s&
wong quan v6i bi€n tong cla 11 c¢d cac bi€n do
luting déu t6n han 0.3 nén dat dd un ciy. Do dé.
tat ¢d cdc thang do déu dugc dua vao phin tich
nhén 5 EFA.

3.2. Phéin tich nhdn 16'khdm phd (EFA)

BAng 2. Két qud kiém dinh KMO va Barllett

sy hai long
| Hé s6 KMO (Kaiser-Meyer-Olkin) | 850
Kiém dinh ;ﬁa tn Chi binh phuong | 3847.714 |
Bartlett cia | Df 315 ‘
thangdo | gig _ mic y nghia quansat | 000 J

Nguon: SPSS

K&t qua phin tich EFA tai Bang 2 cho thiy bién
syt hai long ¢6 hé 56 KMO = 0.850 vdi mifc § nghia
Sig = 0.00 < 0.05. chdng  cdc bién quan sit cd
(dng quan chit véi nhau nén dip ing dudc diéu
kién ciia phan tich nhan 18. Vdi tiéu chuin
Eigenvalue > 1, lién sy hai Jong dude rit trich
thanh | nhin 13 nhu'sau:

Két qua kiém dinh EFA:

Tir k&t qud tai Bang 3 cho thi'y, a1 ¢ cdc
trong s6 déu 16n hon 0,5 va sy chénh léch trong

BAng 3. K&t qud phan tich nhdn 16 EFA
cla cac nhan 16

[ Bin Ho 6 tal nhan 16 \

quansat | 1 2 3| 4 516
TD2 | 851
TD3 | 840
TD6 | 831
| D1 | 813 T B
TD4 | 807
D5 | 750
NL4 896
YE 876 1
NL2 869
NL1 860
NLS 859
~TC4 872
TCi 858

- 7C3 823
TC5 808 |

[ 1c2 793
Ve 879
vea 867
Uex] 844
Vel 843
a2z | 892
a3 | 848
QT4 [ a3
Qm 771 J
" bct ! 894 |
DC3 857 -
ﬁscz | 849 |

Ngudn: SPSS

50 nhin (6 giita cdc ¢t déu 1dn hon mite 187 thi€u
0.3. nén ching ta chdp nhin két qud kiém dinh
EFA. Téng phudng sai trich = 72.335% > 50% cho
thily 6 nhan (8 nay gidi thich duge 72 335% bicn
thién cia di licu.
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Bén canh d6, két qui kiém dinh KMO va
Bartlett cha cic nhin 15 dnh hudng dén su hiilong
12 0.85 > 0.5 v6i mic y nghia Sig = 0.00 < 0.05 cho
thiy cic bién c6 twong quan chit ché véi nhau.

Tir k&l qud phin tich hdi quy cho thay riing
trong 6 nhin 15: Sy tin cdy (TC), Cd s6 vit chat
(VC), Ning lyc nhin vién (NL), Thdi d6 phuc vu
(TP), Sy ddng cdm clia nhin vién (BC), Quy trinh
TTHC (QT) c6 &nh hudng va dnh hudng tich cuc
d&n sy hai long. Trong d6, nhin 18 cd s§ vat chat
¢6 dnh hudng manh nh&t k& d6 1a nhan 8 TC, QT,
PC, TD theo phuong trinh hdi quy:

SHL = -0.793 + 0.201*TC + 0.184*NL

+0.171*QT + 0.350*DC
+0.303*VC + 0.105*TD

Diéu d6 cho thay:

Sy tin cily 1a y&u 18 tht nht 4nh hudng d€n sy
hai long cia ngudi dan. N&u ngudi dan cdm thiy
tin ciy quin Go Vap hay néi cdch khdc 13 trude
day, khi d&n st dung DV HCC tai quan Gd Vap
ngudi dan di cam thdy tin tudng thi phitng 14n sau
d6 hg cling cim thi'y hai ldng hon.

Nang lyc nhdn vién la y&u (8 thi hat dnh hudng
d€n sy hai long clia ngudi dan. NEu nhan vién tét,
c6 ky ning gidi quy€t sé tao dude sy tin tudng vi
hai Jong clda ngudi dan dé€n lién hé cong viéc

Quy trinh TTHC I y&u (& thi ba dnh hudng dén
su hai 1dng cha ngudi din. Tuy quy trinh TTHC
khdng phai li y&u 18 diu tién dnh hudng dén sy
ha1 long cla ngudi dan nhung diy cing 1 mét
nhin 18 quan trong dnh hudng d&€n su hai long clha
ngudi dan. Quy trinh thé tuc cing r6 rang, chuin
héa thi ngudi dan s& cang hai ldong hon khi sir dung
dich vu.

Su dong cim cda nhan vién la nhan 18 tha w
Anh hudng d&€n sy hai long cha nguis dan. Nhin
vién cang hiéu duge nhu ciu cha ngudi din, quan
tam gif1 quyét va gidr quy€t nhanh gon, linh hoat
sé ning cao dugce sy hai ldong cda ngudi din sau
khi sit dung dich vu.

Cd s6 vit chal 1d nhin t& thit nim anh hudng
dén su hai 1ong clia ngudh dan. Mt cd s§ khang
trang v6i cdc thi€t bi hién dai s& o dudc an wgng
161 461 v6i ngudi dan khi dén sit dung DV HCC.

Thdi dd cda nhan vién 1a y&€u1d cudi ciing Anh
hudng dén sy hai long cla ngudsi din. Tir d6 cho
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th&y y&u t8 thdi dé ¢6 anh hudng d€n sur hai long
clia ngudi din, tuy nhién day khdng phdi 13 y&u1d
quy&t dinh. Vi hién nay, TTHC di theo cd ch€ mjt
clta nén ngudi dan chi ti€p xic rdtit vdi nhin vién,

5. Mgt s gidi phap dé xust

Thit nhat, chinh sdch vé S tin cdy: Xay dung
dingd cdn bd cong chie vira hdng - vira chuyén,
ddp ing (6t yéu ciu nhiém vu dugc giao. Xdy
dung hd s0 theo déi qué trinh lam viéc, qui dinh
trdch nhiém rang budc gita cdc phong ban, timg
¢4n bd, nhiim ddm bao k&l qua diu ra duge chinh
xdc. Ph3i cé sy phdi hgp chiit ché gidta cdc phdng
ban chuy&n mon, thudng xuyén ra sodt cai tién
quy trinh thi tuc (i khau ti€p nhin, thy 1y, ludn
chuyén v tri k&€t qud ddng thdi gian quy dinh.
Cin xay dung ché d6 khen thudng hop Iy, va phii
x{ 1§ ngay d8i vdi cdc cdn b c6 bi€u hién tiéu
cuc, khong dé 14i dién nhirng tiéu cyc d6 trong
tudng lai.

Thit hai, chinh sdch vé Nang ytc nhén vién: Cin
tAp trung bdi dudng, nang cao ning lyc (rf wé nh
tinh nhay bén, khd ning w duy nhanh va khoa
hoc, phan tich ding va kip thdi nhitng vin dé mdi
ndy sinh; dong thdi cdn huan luyén cho cén bé
cdng chdc cc 18p ky ning vé chuyén mén nghiép
vu va ky ndng glao i€p bén canh dé cin luyén
chon cdn bd cé nang It va tdm huy€t. Cin ddi
mdi hinh thic dio tao, bdi dudng; ndi dung boi
dudng dao tao cdn dit ra cic tinh huéng cy thé
dién ra trong thuc 1€ dé ngudi cin by, cong chifc
gidi quy€t nhiim ning cao ky ning gidi quyét
cong viéc, trinh tinh trang hoc 1y thuy€l xuéng,
khong gin lién vé6i thyc 1€. Can c6 ché do khen
thudng nhdm tao dong lyc d€ cdn b cong chitc
phiin ddu hoin thinh nhiém vy bén canh d6 cin
Ki€m tra thanh tra thudng xuyén aé phat hién kip
thdi sai pham va ¢4 hinh thic xi ly phd hap. Cin
thuc hién 161 viéc gido duc chinh tri, w wang vi
¥ thitc trdch nhi€m d1 vdi nhan dan v6i it nude
cda cin bg, cbng chitc.

Thit ba, chinh sdch vé Quy trinh TTHC: Thuling
xuyén ri sodt hodc bii bo nhirng quy dinh khéng
phil hgp dun gidn héa TTHC nhiim loa1 bd nhing
thil e rudm ra, chéng chéo. Cic cd quan, cip
chinh quyén cé thim quyén ban hinh quy dinh
TTHC cn ¢6 sy tham van it cic nhan vién, can bd
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ngudi tryc ti€p thye thi cong vu. Tiép tuc hoin
thién, kién toan m hinh co ch€ “mét cira”, tién
16i x3y dung cd ch€ “mdt cifa lién thong " gitra cdc
5§, ban, nginh ¢6 chifc nang gidi quy&t TTHC. Xy
dung d6i ngd cdn bd, cong chic cé ph'?i'm chit va
ning lyc ddp Gng yéu ciu xay dung. phd1 rién bén
viing. Thye hién Dé dn tinh gon b mdy quin Iy
hanh chinh theo Nghi dinh s& 108/2014/ND-CP
ngay 20/11/2014 cia Chinh phii vé chinh sdch tinh
gidn bién ch&. Ting cuing cong tac ki€m tra,
hugng din viéc tri€n khai thuc hién TTHC: 1iép
nhan, x& ly phdn 4nh, ki€n nghi cia cd nhin, 1§
chitc vé TTHC, quy dinh hanh chinh d€ hé trg viéc
ning cao chit lugng cdc quy dinh hanh chinh. Tiép
tue d8t mdti phuong thitc 1am viéc ciia cd quan haoh
chinh Nhil nudc, thyc hién thdng nhat va nang cao
thuc hién ed ché “mdt clfa”, “mot clra lién thong ™
(dp trung tai bo phan €p nhin, trd k&t qud nhiim
ting cudng trdch nhié¢m, niing cao chat luong va
hi€u qué phuc vu nhan dan. Ti€p tue md rong dng
dung hé théng quén ly chat lugng theo tiéu chuin
TCVN 9001:2008 vao hoat ddng clia cd quan hanh
chinh Nha nuéc.

Thit tt, chinh sdch vé Sy dong cim ciia nhin
vién: Bié1 ling nghe mdt cic hidu qua, bidt kiém
ché€ cdm xdc, khi 1€p xdc vdi ngudh dan phii bigt
huéng vé phia ngudi din. lun nhin vao mitho va
biét mim cudi ding liic. khi ngudi din néi. cin bo
2iao dich cin bay 16 sy chi y vi khong nén ngit 13i
trlr khi mudn lam rd mét vin dé ndo do. Biét ti€p
nhin théng tin phan hdi tir ngudi dan dé viée trao
d6i (€p nhan mang thong tin hai chiéu, giup cho
cdn bd giao dich niim bit thang tmm kip thisi. linh
hoat xif ly hd sd tham muu cho lanh dao d¢ dua ra
nhitng cii tién va cdch lim 8t nhat vi gidm bot
TTHC khéng cén thiét trong giao dich. Cén bo,
cbng chitc 1a ngudi twdng tic truc UEp vai ngudi
dan, vi vy ciin bd. cong chic cin phai cdm thong
va hi€u r6 nhu cau ciing nhu ndi kh§ clia ngudi
dan. N€u dudc vay, ngudh din sé hai 1dng hon khi
st dung djch vy hanh chinh céng tai quin Go Vip.
DéE ngudt din cé thé cdm nhan dudc sy dong cdm
ndy thi cdn bd, cong chife cin néu cao tinh thin
tréch nhiém trong cong viéc do cd nhin phu trich,
khéng ngitng ndng cao éu qua trong qui trinh
thue thu nliém vu, khdng ¢6 thai d§ thd 6, vo triach

nhiém hodc kéo dat thdi gian gidi quyél, giy
nhiing nhi€u. X4y dung phong cdch lam viéc cia
cdn bo, cong chirc thung xuyén déi méi khi tham
gia van hanh h¢ théng 1SO mdt cach khoa hoc, hop
1y, nghmém tic, vui vé. nhi nhdn hon trong giao
Iié/p. Quy trich nhiém lam viéc cla cdn b, céng
chfc trong titng khau x 1§, trong phi€u ki€m sodt
quy winh gid1 quyé&t hd 56, trdnh dun day, 4ch 1t
trong cdng viéc.

Thit naim, chinh sich vé Co sé véir chat: Tai ru
& u€p phan ti€p nhin va trd hd so cin 1ip dat cdc
miy tinh tra cttu vd cic TTHC cdn dudc cong khai
trén méy tinh tra cty, 1ai cd sd di liéu quc gia vé
TTHC ddm bdo thdng nhat, 6 rang dé dbi chi€u
tra citu vé todn by quy trinh, vin bin phdp ly va
cic miu biéy, 9 khai. Tai try sé cing cin b6 tri
nhiéu khu vyc dé ngust ddn tim hi€u thong tin,
xem tin c, doc bdo dién 1, in &n hd so. thanh 1o4n
qua ngin hang tai chd, truy cdp mang khong diy
mién phi trong thdi gian chd dgi, xem céc trung
bay va hudng cdc dich vu c8ng vdi gis wu dai. Cin
trang bi mdt khéng gian thoang mét tién nghi, bs
tri tirng b6 phén hdp ly, tao méi trudng thin thién
trobg giao t€p gilta cong chic va ngudi dan bén
canh dé cdn b6 tri thém quay hudng din, w van
cdch thifc, hé sd cic budce d€ tién hanh ngp hd so.

Tt sdw, chinh sich vé Thdi dé phuc vu: Do
ngudi din dén giao dich tai b phan ti€p nhan ho
50 va trd k&t qui cd trinh dd hoc van nghé nghiép
khdc nhau nén cdn bd cong chitc phii nhin thic
duge 46 tugng t€p xiic d€ c6 hudng din phit hgp
vdi sy hidu biét ciia ngudi din, ddm bio hudng din
luén dé thuc hién dé1 véi ngudi din, thyc hién
ding nd1 quy, gid gide lam viéc cda cd quan. tuyét
81 khong giy phién ha, voi vinh d8i véi ngudi dan
v&i muc dich thu 16i riéng. Can kiém tra, gidm sdt
viée thye hign ti€p nhin hé so theo quy trinh 1ISO
ciia ciic don vi mdt cich nghiém tic d tig linh vic
nhim mang lat hiéu qud nhit dinh trong qu trinh
di'y manh cai cach hiinh chinh nha nudc. Duy tri va
c3i ti€n viéc phat phi€u 13y ¥ ki€n cda ngudi din
qua nhiéu kénh thong tin nhlim ddnh pia thdi d6
cin bo, cong chitc vige gidi quy&t thi tuc. quy trinh
v nfing cao chilt lugng theo tiéu chudn 1SO
9001:2008 v6i phusng chim ~Vi din phyc vu”.
“can, kiém, liém, chinh, chi c6ng, vd W™ m
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ASSESSING PEOPLE'S SATISFACTION
ABOUT PUBLIC ADMINISTRATIVE SERVICES
IN GO VAP DISTRICT, HO CHI MINH CITY
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ABSTRACT:

This study 1s to identify factors affecting people's satisfaction about public administrative
services in Go Vap District, thereby assessing people’s satisfaction about public administrative
services in Go Vap Dustrict, Ho Chi Minh City. Based on results. this study proposes solutions to
improve people’s satisfaction about public administrative services.

Keywords: Satisfaction, public administrative services, Go Vap District, Ho Chi Minh City.
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